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Working with words


Read the text and choose the correct answer from the words in italics.

Our company does everything to 1meet / keep the needs of our customers. As the leading online electronics retailer, it is important we always 2agree / keep to our delivery dates, and get the goods to our customers 3on time / in time. When we receive complaints about this, we make sure we 4provide / deal with them immediately. Sometimes we have to give customers their money 5away / back.

Of course, we try to 6design / encourage customer loyalty in various ways – for example, returning clients receive a 10% discount on the second order. In a survey that we 7made / conducted last year, we found that 98% of our customers are 8satisfied / reliable. But we want to do better, and we are now looking at ways of offering a 9personalized / loyal service to our long-term clients. Above all, it’s vital to 10provide / design the service that people want.

Language at work

Correct the mistakes.

11	This is the goodest restaurant in town.
	_______________________________
12	The job was not as easier as we expected.
	_______________________________
13	Marcia’s most hard-working employee in this 	company.
	_______________________________
14	Our sales figures are the most low they’ve 	been for twenty years.
	_______________________________
15	Our rival BJT has the bigest market share.
	_______________________________
16	Market conditions are more difficulter than 	last year.
	_______________________________
17	The less profitable of our three divisions is 	Europe.
	_______________________________

18	We need to think of ways of making our staff 	happyer.
	_______________________________
19	Can you be carefuller in future?
	_______________________________
20	The new building is best than the old one in 	many ways.
	_______________________________

Business communication

Aseel and Emre are discussing the installation of a new water cooling machine. Complete the conversation following the instructions in the brackets. (2 points each)

Aseel	I see they’re thinking of installing a new water 	cooler in Reception. (ask Emre’s opinion) 
	21______________________________?

Emre	I don’t like the idea. (give an opinion)
	22 ______________________________ that 	water coolers are a waste of money.

Aseel	(disagree strongly)
23____________________________________________________________. It’s good that customers can get a drink while they’re waiting.

Emre	(agree) 	24____________________________________	___________________________. But not in 	Reception! It will get really dirty. And what 	about all the empty plastic cups? It’s not very 	green.

Aseel	(agree strongly)
25____________________________________Maybe we could bring our own cups?

		Result ______________ / 30 marks

Speaking test

Role cards

Copy this page and cut out the role cards for the students. Then use the Speaking test results forms to evaluate each student’s performance. You can then cut out the results and give them to the students.


Student A

Your company is losing customers. Talk to Student B to discuss ways in which you can get them back.
· Compare your company’s performance with your competitors.
· Make suggestions from the list of ideas below, and ask for the other person’s opinion.
· Give your opinion of the other person’s ideas, including agreeing and disagreeing.
· Decide together which two of the ideas are the best.

Possible ideas:
· 20% discount to loyal customers
· free present with every order over £100
· automatic refund for every customer who complains
· more staff in the call centre to answer calls

Student B

Your company is losing customers. Talk to Student A to discuss ways in which you can get them back.
· Compare your company’s performance with your competitors.
· Make suggestions from the list of ideas below, and ask for the other person’s opinion.
· Give your opinion of the other person’s ideas, including agreeing and disagreeing.
· Decide together which two of the ideas are the best.

Possible ideas:
· special credit card for loyal customers
· conduct surveys every month to find out what customers want
· change the supplier who delivers your goods
· promise 50% discount on next order if we are late with delivery


Speaking test results

Use these forms to evaluate the students.
Student A						  Student B
	Can the student …
	Didn’t do this 
(0 points)
	Yes, but with some mistakes 
(1 point)
	Yes, did this very well 
(2 points)
	Can the student …
	Didn’t do this 
(0 points)
	Yes, but with some mistakes 
(1 point)
	Yes, did this very well 
(2 points)

	use the vocabulary of customer service?
	
	
	
	use the vocabulary of customer service?
	
	
	

	compare companies?
	
	
	
	compare companies?
	
	
	

	ask for an opinion?
	
	
	
	ask for an opinion?
	
	
	

	give an opinion?
	
	
	
	give an opinion?
	
	
	

	agree and disagree politely?
	
	
	
	agree and disagree politely?
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